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52920706: MAJOR: NURSING ADMINISTRATION; M.N.S. (NURSING ADMINISTRATION)
KEYWORD: QUALITY OF NURSING SERVICES/ COMMUNICATION CAPABILITY/ OUT-PATIENTS /
PRIVATE HOSPITAL
UMPAI APHISOONTHARANGKOON: FACTORS ASSOCIATED WITH QUALITY OF NURSING
SERVICE OF OUTPATIENTS AT A SELECTED PRIVATE HOSPITAL IN NAKHONRATCHASIMA:
ADVISORY COMMITTEE: AREERUT KHUMYU, D.S.N., SAHATTAYA RATTANAJARANA, Ph.D. 79 P.
2016.

Qualityof nursing service is important because it helps determine the efficiency and effectiveness of
nursing service. This descriptive research aimed to examine quality of nursing services as perceived by outpatients,
compare quality of nursing services among patients with different educational levels, types of health insurance, and
patient categories, and to examine the relationship between nurses' ability in communicating with patients and quality of
nursing services. A random sample of 400 outpatients at a selected private hospital in Nakhonrachasima was recruited in
the study. Data were collected by questionnaires consisted of General Information Questionnaire, Perceived Nursing
Quality Services Questionnaire, and Nurse Capability in Communication with Patient Questionnaire. Content validity
index of the questionnaires were .93 and .75 respectively and the reliabilities were .89 and .74 respectively. Data were
analyzed by using descriptive statistics, independent t — test, one-way analysis of variance with multiple comparisons
test by Scheffe’s method and Pearson's products' correlation coefficient. The study result revealed that:

1. Overall scores of quality of nursing services (M =4.52, SD = .54) and the scores on tangible
dimension (M =4.52, SD = .54) were rated at a very high level. Whereas the other four dimensions were rated as a
high level including trust and confidence (M = 4.41, SD = .80), empathy and fulfillment of patients’ needs (M =4.41,
SD = .61), reliability (M = 4.29, SD = .65), compassion and empathy towards the patient (M =4.31, SD = .61).

2. Analysis of variance showed there was statistically significant difference in scores of quality of
nursing services among category of patients (p < .05). Scheffe’s tests indicated that surgical patients rated lower
quality of nursing services than patients who received the regular physical check-up and cosmetic treatments
(p = .034); while there was no significant differences in perceived quality among other types of patients. There
were no statistically significant variation in perceived quality of nursing services among patients with different
educational levels and types of health insurance (p >.05).

3. There was a significant and positive relationship between nurses’ capabilities in communication
with patients and perceived quality of nursing services (= .271, p =.001).

Results of the study found a very high level of perceived quality of nursing services among
outpatients. However, nurse executives and staff shall maintain and even improve the quality of nursing
services in order to keep increasing level of quality regardless of patients’ age, gander, education, type of

patients and eligibility for health benefits.
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